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ABSTRACT 
 
 
 
 
The Malaysian government has implemented various incentives to encourage 
the MNCs to set up their plant and operations in Malaysia. The expansion 
programmes of these MNCs in Malaysia have resulted in a heavy inflow of foreign 
workers from third world and developing countries.  As a result of that, it has created 
a great opportunity for hostel management organisations to serve the market.  Based 
on observation, managing the lodging and accommodation for foreign workers 
appeared to be the most troublesome to the hostel management organisations.  This is 
because the foreign workers employed were from different culture and background 
which requires special knowledge and skills in hostel management.  Besides that 
most of the hostel management organisations do not own a hostel building for hostel 
business operations.  This has created an additional problem to the hostel 
management organisations.  As a result, it generates enough interest for it to be 
investigated further. For this purpose, two objectives have been formulated for this 
study.  The first objective is to identify the problems faced by the hostel management 
organisations when they do not own a purpose-built building for hostel operation.  
The second objective is to identify the problems faced by the Management 
Corporation in managing the building facilities when a large portion of the multi-
storey building is used as hostel.  Research population for this study are segmented 
into three different groups, namely hostel management organisation, hostel occupants 
and Management Corporation.  Data collected for this study were analysed using 
Frequency Analysis and Likert Scaling. Findings of this study conclude that hostel 
management organisations do have problems when operating in a non-purpose built 
building for hostels. Similarly, Management Corporation also faces several problems 
when portions of units in their complex are being used as hostels.  This study also 
highlights the advantages and disadvantages of using apartment as hostel for foreign 
workers which appeared to be a good reference for other apartments in Johor Bahru. 
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ABSTRAK 
 
 
 
 
Kerajaan Malaysia telah melaksanakan pelbagai rancangan dan insentif 
untuk menggalakkan syarikat multinasional menubuhkan kilang dan beroperasi di 
Malaysia.  Program pengembangan syarikat multinasional di Malaysia telah 
menyebabkan aliran masuk pekerja asing yang ramai dari negara ketiga dan negara 
sedang membangun.  Keadaan ini telah menimbulkan peluang baik bagi organisasi 
pengurusan asrama menceburi pasaran berkenaan.  Pengurusan tempat sewa dan 
penginapan bagi pekerja asing merupakan satu perkara yang amat sukar bagi 
organisasi pengurusan asrama.  Ini adalah kerana pekerja asing tersebut berasal dari 
kebudayaan dan latarbelakang yang berbeza dan oleh demikian ia memerlukan 
kemahiran dan pengetahuan yang khas untuk melaksanakan pengurusan asrama yang 
berkesan.  Selain daripada itu,  kebanyakan organisasi pengurusan asrama yang tidak 
mempunyai bangunan khas bagi operasi bisnes asrama menambahkan lagi kesulitan 
dalam operasi pengurusan asrama.  Perkara ini telah menimbulkan minat penulis 
untuk menjalankan penyelidikan mengenai masalah yang dihadapi oleh organisasi 
pengurusan asrama yang tidak memiliki bangunan khas untuk perlaksanaan operasi 
asrama.  Untuk mencapai tujuan tersebut, dua objektif telah dirumuskan untuk kajian 
ini.  Objektif pertama adalah mengenalpasti masalah yang dihadapi oleh organisasi 
pengurusan asrama yang tidak memiliki bangunan khas untuk operasinya.  Manakala 
objektif kedua adalah untuk mengenalpasti masalah yang dihadapi oleh Pejabat 
Pengurusan (Management Corporation) dalam pengurusan fasiliti bangunan apabila 
sebahagian besar daripada bangunan bertingkat telah digunakan sebagai asrama 
pekerja asing.  Populasi penyelidikan untuk kajian ini telah dibahagikan kepada tiga 
kumpulan, iaitu organisasi pengurusan asrama, penghuni asrama dan Pejabat 
Pengurusan.  Data-data yang diperolehi dianalisiskan dengan menggunakan kaedah 
Analisis Frekuensi dan Analisis Likert Scaling.  Keputusan kajian tersebut telah 
memberi kesimpulan bahawa organisasi pengurusan asrama menghadapi masalah 
dalam pengurusan asrama apabila mereka tidak memiliki bangunan khas untuk 
menjalankan operasi pengurusan asrama.  Begitu juga dengan Pejabat Pengurusan 
yang menghadapi masalah dalam pengendalian pangsapuri apabila kebanyakan 
daripada unit pangsapuri digunakan sebagai asrama pekerja asing.  Kajian ini juga 
menunjukkan kebaikan dan keburukan berkenaan dengan penggunaan pangsapuri 
sebagai asrama pekerja asing yang menjadi satu rujukan yang baik untuk pangsapuri 
lain di Johor Bahru.
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CHAPTER 1
CHAPTER 1 
 
 
 
 
INTRODUCTION 
 
 
 
 
1.1 Background of the Study 
 
 
The Malaysian economy has experienced very strong GDP growth rates since 
the late 1980’s.  In line with Malaysia’s target to become a developed country 
towards year 2020, Malaysian government has encouraged a lot of Multi National 
Companies (MNCs) to set up their plant and operations in Malaysia.  
 
 
Expansion programmes of these MNCs into Malaysia have resulted in a 
heavy inflow of foreign workers from third world and developing countries such as 
Indonesia, Bangladesh, Pakistan, Nepal, Vietnam and etc. to cope with the mass 
production operation into the country.  
 
 
Manpower solution providers were then introduced to the manufacturing 
industries in 1980’s to overcome the manpower problems which arise in the 
industrial sector.  Manpower solution providers grow steadily parallel with our 
country robust economy and steady support from the local and foreign 
manufacturers.  
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This manpower solution providers have been serving most of the 
manufacturing sectors namely, automotive, metal, plastic, rubber, wood, electronic, 
household, garment, food and beverage, paper, construction and etc.  They owned a 
full range of service facilities such as hostels, logistics and well trained management 
support team to provide efficient services.  
 
 
In the continuous changing and unpredictable business environment, they 
always look forward for a brighter tomorrow and new challenges ahead.  Manpower 
solution providers are strategic partners in managing and relieving the burden of the 
human resource of these MNCs by ensuring prompt deliveries to suit the production 
schedule, cost and satisfaction.  
 
 
Hostel management division appeared to be the most troublesome to the 
Human Resource department of the manufacturer because the foreign workers 
employed come from different country with various different culture and 
background.  This has caused a challenge for Human Resource department of the 
factories to have a good hostel management system or outsource the hostel 
management to an expertise in hostel management for better effectiveness and 
efficiency.  
 
 
Outsourcing is an increasingly common way of doing business.  There are 
sounds financial reasons for not managing hostel management themselves but 
outsource to expertise that may be able to do the job better, cheaper and more 
quickly.  
 
 
Facilities Managers’ time is increasingly dominated by managing the factory 
workers in hostel management organisation.  This has required Facilities Managers to 
develop new skills in order to be competence in their job.  Facilities professionals 
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had to be multi-skilled, multi-functional, good managers of people from a variety of 
backgrounds.  
 
 
Successfully working with manpower solution provider and hostel 
management organisation on a strategic level is another challenge faced by the 
Facility Manager of MNCs or manufacturers.  Today’s outsourced contractors are 
“partners” who “add value” to a company operations.  Partners are looking for long-
term relationship, where trust means more than mere on time delivery.  It means 
sharing cost bases, profit ratio and business objectives.  To a degree, it means sharing 
information that the manufacturer might prefer to keep in-house.   
 
 
Based on the statement mentioned above, a specific problem area with 
regards to the problems faced by the hostel management organisation for foreign 
workers has been selected for this study.   
 
 
 
 
1.2 Problem Statement 
 
 
There are lots of problems that the hostel management organisation for 
foreign workers has to face and solve.  For the purpose of this study, the problem 
area is narrowed down to the following aspects:- 
 
• The problems faced by the hostel management organisation for foreign workers 
which do not have full control over the non-purpose built building used as hostel 
operation. 
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1.3 Objectives of Study 
 
 
1. To identify the problems faced by the hostel management organisations when 
they do not own a purpose-built building for hostel operation. 
 
 
2. To identify the problems faced by the Management Corporation in managing 
the building facilities when a large portion of the multi-storey building is used 
as hostel. 
 
 
 
 
1.4 Significance of Study 
 
 
The findings of this study would be useful to the following groups of 
individuals: 
 
 
1) Facility Manager 
 
The findings of this study are useful to the Facility Manager who handles the 
hostel management for the organisation.  The information gathered in this 
study will serve as a basis of advice to the Board of Directors for decision 
making.   
 
 
2) Human Resource Manager 
 
The Human Resource Manager will find this study useful because it will 
serve as an important guideline in providing the accommodation to the 
foreign workers.  
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3) Investors 
 
For those investors who wish to penetrate into the business of hostel 
management services would find this study useful for implementing a 
successful strategic business plan.  
 
 
4) Real Estate Agents 
 
These findings are very useful to the real estate agents because the findings 
will serve as a basis of advice that the real estate agents could use to advise 
the clients who are looking for buildings for hostel operation.  
 
 
 
 
1.5 Scope of Study 
 
 
I. The purpose of this study is to focus on two major areas.  The first focus area 
would be the problems faced by the hostel management organisations for 
foreign workers which do not own a purpose-built building for hostel 
operation.  The second focus would be the problems faced by the 
Management Corporation in managing the building facilities when a large 
portion of the multi-storey building is used as hostel.  
 
 
II. The information of this study would be used by the hostel management 
organisations to identify the list of possible problems to be faced when 
renting the multi-storey building for hostel operation and the building 
facilities issues that to be considered prior enter into the tenancy of the 
building.  
 
  
 6
 
III. Three groups of people have been chosen for this study.  That is the hostel 
management organisations for foreign workers, the management staff of the 
Management Corporation and the hostel occupants.  Therefore this study will 
reveal the problems faced by the hostel management organisations when they 
do not have full control over the non-purpose built building and the poor 
building facilities that upset the hostel occupants.  
 
 
IV. This study focuses on the hostel management for female foreign workers 
working in electronic factory.  The feedback and information gathered from 
the primary and secondary data in this study would be used as a guide for the 
hostel management team to make decision in selecting the place for hostel 
operation.  
 
 
 
 
1.6 Limitations of the Study 
 
 
As the research is conducted only in one hostel management organisation 
which manages the hostel for female foreign workers for electronic factory (Venture 
Group of Companies) in Johor Bahru, the sample cannot infer to other 
accommodation management businesses such as hostel management for students; 
hostel management for tourist; bed and breakfast budget hotels and etc.  However, 
the result of this study could infer to the hostel management business for foreign 
workers with similar requirement of the building.  
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1.7 Methodology of Study 
 
 
The methodology of this case study will be carried out in five main stages 
stated as below:- 
 
 
 
Stage 1 
 
 
 In the first stage of this study, author will identify the problem statement 
and objectives of the study.  
 
 
 The problem statement for this study was derived from the author’s 
business dealing as a real estate agent with the hostel management organisations in 
Johor Bahru.  The objectives of this study are identified in accordance to the problem 
statement derived.  Besides that, significance, scope and limitation of the study are 
also identified and put forward in this stage. 
 
 
 
Stage 2 
 
 
 A theoretical research is conducted at this stage.  All information and 
sources with regards to hostel management will be gathered accordingly from books, 
articles, journal and internet.  The information collected will then serve as the 
secondary data of this study.  
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Stage 3 
 
 
 The data collection process will be carried out at this stage.  The data 
collection for this study will be classified into primary and secondary data as 
described below:-  
 
 
• Primary Data 
 
The primary data would be gathered from the interviews with the management staff 
of the hostel management organisations and the Manager of the Management 
Corporation.  Whilst the group administered questionnaires would be the method 
used to gather primary data from the hostel occupants.  Besides that, site observation 
which carried out by the author will also contribute as part of the primary data for 
this study.  
 
 
• Secondary Data 
 
The secondary data would be gathered from the reference books with relevant topic 
pertaining to hostel management, internet articles on hostel management, Malaysia 
property journals and the apartment monthly in house bulletin.  
 
 
 
Stage 4 
 
 
 The primary data and secondary data which have collected at stage 3 will 
be analysed accordingly. 
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Stage 5 
 
 At this stage, the result obtained from the analysis will be used for 
suggestions or recommendations and conclusion for this study.  The research 
methodology for this study is illustrated in Figure 1.1 below: 
 
 
 
Stage 5 
Stage 1 
SUGGESTION/RECOMMENDATION 
AND CONCLUSION 
THEORITICAL 
RESEARCH 
DATA 
COLLECTION 
Primary Data Secondary 
Data 
Data Arrangement 
DATA ANALYSIS 
Stage 2 
Stage 3 
Stage 4 
Limitation of 
the study 
Scope of the 
study 
Significance of 
the study 
Objectives of 
the study 
PROBLEM 
STATEMENT 
Figure 1.1: Research methodology (Adopted from Lim, 2005)
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1.8 Chapter Outline 
 
 
There are six chapters for this write-up.  It is organised, presented and 
elaborated as below:- 
 
 
 
Chapter 1: Introduction 
 
 
Chapter 1 will discuss on the effect and important of hostel management.  It 
covers the area of the discussion on the problem statement, objectives of the study, 
significance of study, scope of study and limitations of the study.  This chapter also 
briefly stated the methodology and outline of the research. 
 
 
 
Chapter 2: Literature Review 
 
 
Chapter 2 will discuss the key issue of the study.  The literature, theories, 
ideas and concept of the expert on hostel management and related field will be 
explained in detail in this chapter. 
 
 
 
Chapter 3: Introduction of the case study: Well Growing Management Services 
 
 
Chapter 3 shall mention about the company profile in brief and the provision 
of hostel management services.  
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Chapter 4: Research Methodology 
 
 
Chapter 4 described the research process created for this study.  This includes 
the method used to gather data and quantitative techniques that adopted in order to 
produce the information which required for this study.  
 
 
 
Chapter 5: Analysis and Findings  
 
 
The analysis and findings of this study will be presented in Chapter 5.  The 
ideas, opinions and comments from the targeted research groups will be gathered 
accordingly to achieve the objectives of this study. 
 
 
 
Chapter 6: Conclusion and Recommendation 
 
 
This would be the final chapter that summarises the findings reported in 
Chapter 5.  Prospective of findings, limitations of the research and recommendation 
for future studies will be stated accordingly in this chapter. 
 
  
CHAPTER 2
CHAPTER 2 
 
 
 
 
LITERATURE REVIEW 
 
 
 
 
2.1 Introduction 
 
 
Every manufacturing concern that employs foreign workers has to provide 
hostel for them.  These hostel arrangements serve as one of the fringe benefits that 
can attract foreign worker to attach to the said factory.  Due to the competitiveness to 
get foreign workers it has become a challenge for factory’s hostel management or 
manpower solution providers to provide a best managed and comfortable hostel.  
 
 
This chapter will describe hostel, hostel management, hostel building, hostel 
facilities and foreign workers which are under review of this study.  Also included in 
this chapter is the hostel management for foreign workers in the context of Facilities 
Management.  In addition, author also discusses the setting of the hostel for foreign 
workers and hostel management constraint as an effort to create a model for hostel 
management organisation.  
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2.2 Hostel 
 
 
Hostels are a unique form of lodging different from hotels.  Nearly all 
facilities are shared with other guests.  Rooms are dormitory style, usually with bunk 
beds.  Other areas such as bathrooms and sitting areas are shared as well.  Sharing 
helps keep the cost low.  This also creates a warm and friendly camaraderie amongst 
guests (www.allstays.com). 
 
 
A hostel is a house or home providing board and lodging for people of either 
sex and any age, for temporary, long-stay or permanent residence, and may be a 
place where people are housed while their needs are assessed, and where they may 
eventually receive the support and therapy they require to assist them to live as 
normally as possible in the community at large (Stoneley, 1975). 
 
 
According to Oxford Advanced Learner’s dictionary, hostel means:- 
 
“A building in which cheap food and lodging are provided for students, certain 
groups of workers, people without homes, travellers etc. ” 
 
 
 
 
2.3 Hostel Management 
 
 
IKCM Sdn Bhd (2003), hostel management organisation for college students 
has identified hostel management as a system used to manage the administration and 
financial aspect of hostel whereby the room allocation is processed to certain criteria 
of the students.  Hostel fees are calculated for each student and the invoice is 
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integrated with finance system.  The inventory for each room is maintained and any 
damage report can be recorded.   
 
 
Whereas according to A.P. Good-Day (M) Sdn Bhd (2003), one of the hostel 
management service providers in Malaysia that provides hostel facilities to the 
workers has identified that hostel management for workers comprised of the 
following set up.  
 
• 24 hour security service. 
• Warden on round-the clock duty. 
• Full fencing for security.  
• Fully furnished rooms. 
• Electrical appliances. 
 
 
 
 
2.4 Hostel Building 
 
 
As far as Malaysia law concern there is no ruling pertaining to the type of 
properties or building that can be used as hostel for foreign workers.  As a result of 
that most of the hostel management organisation for foreign workers will rent the 
residential properties from the respective owners for the purpose of hostel business 
operation.  
 
 
The type of properties used as hostel operation by the hostel management 
organisation in Malaysia would be as follows:- 
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1) Medium cost apartment 
2) Apartment 
3) Double storey terrace 
4) Single storey terrace 
 
 
 
 
2.5 Hostel Facilities 
 
 
The term facilities in a business context has been defined as the premises and 
services required to accommodate and facilitate business activity (Williams, 1994).   
 
 
In general, different hostel management organisation provide different set of 
hostel facilities pending on the request and requirement of the factory and the hostel 
management organisation marketing strategies to market their hostel management 
services.   
 
 
Basically, the facilities available for the hostel can be categorized into two 
categories.  That is the facilities already existed in the apartment complex itself for 
example apartment facilities like security guards, swimming pool, jogging track and 
etc. and the facilities introduced by the hostel management organisation for example 
‘Wartel’ or telephone kiosk, canteen, television and leisure house and etc.   
 
 
According to A.P. Good-Day (M) Sdn Bhd (2003), the list of hostel facilities 
provided for the hostel occupants shall comprise of the followings elements:- 
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• Assembly hall  
• Training centre  
• Canteen  
• Home video theatre  
• In-hostel training  
• Latest scanning system  
• STD phone 
 
 
 
 
2.6 Foreign Worker 
 
 
Citizenship and Immigration Canada (2003) has defined foreign worker as a 
foreign national who has been authorized to enter and remain in Canada, on a 
temporary basis, as a worker.  This category excludes foreign students and people 
who have been issued employment authorizations for humanitarian reasons.  Every 
foreign worker must have an employment authorization, but may also have other 
types of permits or authorizations.  
 
 
Malaysia Employment Act (1955), on the other hand has defined foreign 
worker as an employee who is not a citizen of Malaysia.   
 
 
In Malaysia, an employer can only employ foreign workers from Cambodia, 
Indonesia, Philippines, Sri Lanka, Thailand, Bangladesh and Pakistan to work in the 
agricultural and manufacturing sectors effective from 1st August 1998.  
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An employer in Sabah is only permitted to employ foreign workers from 
Indonesia and Philippines.  In Federal Territory of Labuan, only foreign workers 
from Indonesia, Philippines, Thailand, Bangladesh and Pakistan are permitted to be 
employed.  Applications to employ foreign workers to work in sectors other than 
manufacturing and plantation have been withheld except for domestic servant.   
 
 
Only nationals from Indonesia, Philippines, Thailand and Cambodia are 
permitted to be employed as domestic servant.  The employers are only permitted to 
employ a foreign worker as domestic servant from Sri Lanka and Philippines if your 
monthly income exceed RM10,000.  Where your monthly income is more than 
RM3,000 you are permitted to employ a foreign worker as domestic servant from 
Indonesia, Cambodia and Thailand.  
 
 
Where the employment of a foreign worker is for the manufacturing sector, 
only manufacturer of "Export Oriented Industries" is eligible to submit their 
application for approval.  As for the agricultural sector, only the main commodities 
estate owners such as rubber, palm oil and cocoa and for farming such as 
aquaculture, live-stocks, vegetables, fruits and nursery are permitted to submit 
application for employment of foreign worker.   
 
 
Where a foreign worker has been employed prior to 1st August 1998, only 
those in the hotel industry, cleaning, aquaculture and vegetable farming are 
permitted to renew their work pass.  Those in the manufacturing sector are allowed 
to renew their work pass unless the factory is down sizing or being wound up.  
Workers in the construction sector are also permitted to renew their work pass 
provided their employer has proof that their project is still in proceeding.  
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Other foreign workers who do not fall under the above categories must be 
sent back to their country of origin upon the expiry of their work pass or be 
transferred to the manufacturing and agricultural sectors depending on the nature of 
their jobs.  These include workers working in the:- 
 
 Karaoke or entertainment centre  
 Restaurant or coffee shop  
 Canteen  
 Laundry shop  
 Wholesale market  
 Night market  
 Motor workshop  
 Food chain industry  
 Franchise  
 Hypermarket, supermarket and mini market  
 Petrol station  
 
(Source: www.lawyerment.com.my) 
 
 
 
 
2.7 Hostel Management for Foreign Workers in the Context of Facilities 
Management 
 
 
Facility management is a profession that encompasses multiple disciplines to 
ensure functionality of the built environment by integrating people, place, process 
and technology (IFMA, 2004).  
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The strategic management of organization is to achieve its objectives, goals, 
mission and vision determined (Maizan Baba, 2002).  From the perspective of FM, 
the core business for hostel management organization would be accommodation 
services.   In order to carry out the core business of the organization successfully 
which includes achieving the business objectives, an organisation needs to 
implement the core business processes, the facilitating processes and some auxiliary 
processes.    
 
 
The core business is the main business run by an organization.  While the 
facilitating business is the supporting business for the core business and auxiliary 
business is the businesses supporting the core and facilitating business.  In the event 
for hostel management organisation, the core business would be accommodation 
services, the auxiliary business would be the hostel facilities such as canteen, 
telephone kiosk, security services and etc.  The facilitating business process and 
auxiliary business process are important to help the core business run smoothly.  
 
 
FM comes under the facilitating process for most organisations.  In the event 
for hostel management organisation, FM would be the core business for the 
organisation.  The implementation of the hostel management business process must 
come with sufficient resources, which include people, time, money, technology and 
facilities that will secure the coordinated ways towards organisation’s objectives and 
goals.  The failure of the management of any of the five resources mentioned above 
would result in business failure.  
 
 
The strategic framework of FM within context of the organisations may be 
diagrammatically described as below (Maizan Baba, 2002): 
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 Strategic 
¾ The Business 
¾ The Organization 
¾ Vision/Mission/Goals/ 
Objectives
 
 
      
 Managerial 
¾ Strategy 
¾ Management of 
Resources 
 People 
 Time 
 Money/ Finance 
 Technology 
 Facilities 
      
  
Core Business Process 
 
Value 
Adding 
Process
 
Facilitating Process 
  
Auxiliary Process 
 
 
 
 
 
 
 
 
 
 
 
 
Figure 2.1: The strategic framework for Facilities Management (Maizan Baba, 2002) 
 
 
 
 
2.7.1 Function of Hostel Manager 
 
 
Hostel management organisation is appointed by the factory through the 
recommendation of the Human Resource Manager to oversee the management and 
administrative of the workers’ accommodation.  In this instance, the hostel 
management organisation would be known as the Hostel Manager.  The functions of 
the Hostel Manager shall cover the followings:- 
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• General day to day hostel supervision 
• Building maintenance 
• Housekeeping 
• Health and safety of the occupants 
 
Depicted below is the typical organisation chart by function. 
 
 
 
Health and 
safety 
Housekeeping Building 
maintenance 
Daily hostel 
supervision 
HOSTEL MANAGER 
Figure: 2.2: A typical organisational chart by function 
 
 
 
 
2.7.2 Function of Hostel Wardens 
 
 
According to Oxford Advanced Learner’s Dictionary (1995), warden is 
defined:- 
 
 “as a person responsible for supervising a place, making sure rules are 
obeyed etc.” 
 
 
Therefore, hostel warden would be a person responsible for supervising the 
hostel and making sure all rules are obeyed by the hostel occupants.  
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Many of the routine, day-to-day responsibilities of running the hostels rested 
with the hostel wardens.  The hostel wardens are said to be involved in a plethora of 
tasks, which sought to maximise their experience and skills for the benefit of 
residents.  The hostel wardens played an important role in hostel management 
because the hostel wardens will take the lead in facilitating the work with hostel 
occupants aimed at:  
 
• To promote a responsible, law abiding lifestyle 
• To ensure that occupants comply with the hostel house rules.  
• To ensure the place safe and free from unnecessary harassments from non-
hostel occupants.  
• Serve as an information provider to the management.  
 
 
 
 
2.7.3 Contracting-out the Hostel Facilities 
 
 
One tool that could be utilised by the hostel management organisation in 
search for resource utilisation, efficiency and effectiveness is contracting out the 
hostel facilities to a third party provider.  Contracting-out is an arrangement whereby 
the hostel management organisation contracts some or all of this facilities service to 
an outside company.  This company then provides the goods or services specified in 
the contract between the two parties.  
 
 
The outside contract company is responsible for the hostel facilities operation 
such as food catering, laundry services, cleaning and house-keeping.  Such 
companies can often provide service more efficiently and effectively than an in-
house hostel management team.  
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2.7.4 The Contracting-out Process 
 
 
In the contracting-out process, the hostel management organisation must 
define what are the facilities needed by the clients and normally all required hostel 
facilities will be stated in the terms of reference.  After the types of facilities required 
have been identified, the hostel management organisation will proceed to the setting 
of effective contract specifications.  The in-house team will do a thorough costing 
and invite tenders.  
 
 
The tender submitted by the contractor will be compared accordingly with 
the costing done by the in-house team and selection of the contractor will be 
proceeded.  
 
 
After selection of the contractors, the Hostel Management Team will review 
the initial decision.  The Hostel Management Team has to constantly monitor and 
review the contractors’ performance.  This is because poor contractors’ performance 
will have a direct impact on the reputation of the hostel management organisation 
and the future business of the hostel management services.  
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Standard 
costing 
Transfer 
pricing 
Zero base budgeting 
Monitor and review the contractors’ performance
Review initial decision 
Compare tenders and make a choice 
Cost the in-house service and invite tenders 
Set effective contract specification 
Define the type of hostel facilities 
Figure 2.3: The contracting-out hostel facilities process  
(Adapted from Quinlan, 1994) 
 
 
 
 
2.8 Setting of the Hostel for Foreign Workers  
 
 
The hostel management organisation that managed the hostel for foreign 
workers need careful planning when comes to setting up a hostel based on the terms 
of reference given by the clients.  No hostel can perform its function in isolation 
(Stoneley, 1975).  The elements that to be considered when setting up a hostel for 
foreign workers basically covers the followings:-  
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i) Rental of the building 
ii) Facilities in the dwelling 
iii) The add on facilities  
iv) Existing amenities  
v) Allocation of hostel occupants 
vi) Insurance 
vii) Fire precaution 
 
 
 
 
2.8.1 Rental of the Building 
 
 
Most of the hostel management organisations do not own the hostel building.  
This is because the clients often require the hostel provider to set up the hostel in the 
vicinity of the workplace.  Besides that, from the financial management point of 
view, it will not be viable for the hostel management organisation to own a hostel 
building taking into consideration the high initial capital cost, bank borrowing 
interest, the cost for building maintenance, annual quit rent and assessment.   
 
 
As a result of that, rental of the premises for hostel operation would be the 
core consideration when setting up the hostel site.  Like any of the business 
organisation, hostel management organisation for foreign workers exist in the market 
with the ultimate aims to make profit.  
 
 
 
 
  
 26
2.8.2 Facilities in the Dwelling 
 
 
The facilities in the dwelling would cover room facilities; kitchen and dining 
facilities.  The room facilities are equipped with the basic furniture and fittings such 
as bed, table, wardrobe and fan.  Where as the kitchen and dining facilities will 
comprise of the cooking facilities such as gas stove, television, fridge and cooking 
utensil.  
 
 
In setting up the hostel for foreign workers, the provision of the basic 
facilities is a must and these provisions need to have a careful planning and 
procurement.  This is because over provision of the facilities would incur additional 
cost and in the even that the facilities are under provided; the daily life of the hostel 
occupants would be affected.  For example the provision of lockable lockers at each 
bedside should be regarded as a high priority to prevent unnecessary accusation on 
the missing items. (Adapted from Stoneley, 1975)  
 
 
 
 
2.8.3 Add On Facilities 
 
 
Most apartments come with facilities such as swimming pool, barbecue pit, 
jogging track and etc.  However not all the existing facilities in the apartment 
complex are utilised by the hostel occupants or in need by the hostel occupants.  The 
facilities such as mail services, telephone service, vending machine and 24 hours 
convenient shops would be more practical for the hostel occupants.  
 
 
In the setting up of the hostel, the service provider must consider the list of 
add on facilities in order to provide conveniences and enjoyment to the occupants.  
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2.8.4 Existing Amenities 
 
 
Getting the location for hostel operation which is nearby the workplace is not 
good enough.  The hostel management service providers have to consider the 
existing amenities that are available in the housing estates or township.  If the hostel 
site does not possess the amenities like clinics, restaurant, post office, wet market 
and etc, then the hostel management service providers have to make special 
arrangement for the hostel occupants to do their weekly shopping and events.  This 
special arrangement will result in an increase on the overall operational cost of the 
hostel management service provider. 
 
 
Therefore one of the strategies adopted by the hostel management service 
provider is to source hostel site that come with existing amenities.  The availability 
of the existing amenities is important because it will allow the hostel occupants to 
acquire their personal needs as and when required.   
 
 
 
 
2.8.5 Allocation of Hostel Occupants 
 
 
The allocation of hostel occupants needs careful planning.  This is to prevent 
the incident of units being overcrowded or under utilised.  Under the normal 
circumstances, the hostel management organisation will base on the information 
given by the Human Resource Department to look for the property units used as 
hostel operations.  The building layout and built-up area would serve as a basis for 
allocation of hostel residents.  The bigger the built-up area the more foreign workers 
can be allocated.   
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Another factor to be considered for the allocation process would be the 
building layout.  Rooms with odd shapes and angle such as room with the shape of 
trapezium would result in difficulty of bed and wardrobe arrangement.  Thus lesser 
people could stay in compare to rooms with square and rectangular shapes.  
 
 
The religion and culture also have to be considered during the process of 
room allocation.  The foreign workers may come from different religion and culture 
background.  For example, a group of Indonesian workers may consist of people 
with different religion and faith such as Christian, Muslim, Buddhist and Catholic.  
 
 
Besides the above, the allocation consideration criteria also include the 
gender of the hostel occupants and nationality.  For example segments the hostel site 
into ladies and men hostel and these segmentation is further segregate according to 
the workers nationality such as Nepalis, Indonesian and Bangladeshi.   
 
 
 
 
2.8.6 Insurance 
 
 
Insurance is basically a contract of indemnity.  In relation to hostel 
management, the insurance coverage is for indemnity as a result of unforeseen 
events affecting the physical aspect of the hostel and the hostel occupants.  
 
 
Insurance is one of the subject matter that has to be considered during the 
setting up of the hostel.  It is the responsibility of the Hostel Management to look 
into the area that has to be covered by the insurance. The types of insurance 
coverage contracts for Hostel Management are:- 
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i) Fire Insurance 
 
The aim of the fire insurance is to protect the insured against all direct losses 
or damages caused by fire.  According to Aviva Insurance (2004), fire insurance is to 
safeguard the buildings owned by the business and in any event to protect the 
contents of the premise such as machinery, equipment, stock, furniture against 
damages caused by fire and/or lightning.   
 
 
If the hostel building is purchased by the hostel management organisation 
and the property loan is obtained in connection with the acquisition of the building, 
then the bank will ensure that the building is adequately insured by the fire 
insurance.  However, in the event that the hostel building is rented from the third 
party either individual or company, the owner of the hostel building will be 
responsible for the fire insurance coverage for the said building.  
 
 
 
ii) Public Liability Coverage 
 
According to Allianz General Insurance Malaysia Berhad  (2005), the Public 
Liability policy is designed to protect the Insured in respect of his legal liability to 
pay compensation for accidental damage to the property of members of the public 
caused by or through the negligence of the Insured or his employees or by defects in 
the premises and includes legal charges and expenses.  Therefore this public liability 
coverage is to insure the hostel management organisation against liability imposed 
by law for damages due to injuries caused to the persons or properties as a result of 
negligent of the hostel management. 
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iii) Workmen’s Compensation Coverage 
 
Workmen mean any person who has entered into or works under a contract 
of service or of apprenticeship with an employer whether by way of manual labour 
or otherwise.  In accordance with the Workmen’s Compensation Ordinance and at 
Common Law an employer is required to effect such insurance to pay 
compensation to a workman who sustains bodily injury by accident or disease 
arising out of and in the course of his employment (Allianz General Insurance 
Malaysia Berhad, 2005).  Therefore, this insurance policy is to insure the 
employees of the hostel management organisation against injury during 
performance of the duties assigned.  
 
 
 
iv) All Risks Insurance 
 
According to Allianz Insurance Company of Singapore Pte Ltd (2004), the 
coverage provided for all risks insurance is very wide and includes accidental 
damage, fire and theft. This policy is usually effected on items, which are high in 
value, easily damaged by mishandling and attractive to thieves. Exclusions apply 
and may vary according to the type of property insured. 
 
 
Insurance companies will usually advise upon what is called All Risks cover.  
Basically, All Risks is generally considered for such things like television, audio 
equipment and other portable items of value.  This policy is to protect the hostel 
management organisation against losses due to theft, break in and other accidents 
losses.  
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By arrangement it is possible to insure against loss of almost anything and 
therefore the hostel management must seek and take the advice of reputable experts 
in this specialised field.   
 
 
 
 
2.8.7 Fire Precaution 
 
 
Fire, which is almost as necessary to mankind as water, when tamed is one of 
man’s best friends, but can so easily become man’s worse enemy.  The loss of life 
caused by fire is of course the worst toll of all, and those concerned with residential 
care, and therefore buildings with multiple occupancy, must always bear this factor 
in mind (Stoneley, 1975).  
 
 
During the setting up of the hostel, fire precaution is one of the areas that the 
hostel management must pay full attention to.  The Fire Services Act, 1988 that 
cover the fire precaution for hostel operation include the means of escape, means of 
giving warning in case of fire, fire fighting equipment and fire instruction as well as 
fire drills.  
 
 
The Hostel Management must pay attention to places like kitchen; especially 
where gas stove, gas cylinder and other electrical appliances are placed.  Basic fire 
fighting equipment like fire extinguisher is a must to be placed in the combustible 
area like kitchen.  Other than the kitchen area, additional care should also be taken at 
the dwelling exit.  The Hostel Manager must ensure that all emergency exits should 
be clear at all times, the arrangement of the furniture and fittings should be place in a 
way that the occupants can easily get out of the dwelling in case of fire.    
 
  
 32
In case where apartment is used as hostel business, the external of the 
dwelling shall be taken care by the building services team employed by the 
developer.  They will ensure that all fire precaution pertaining to all building blocks 
are complied with the Fire Services Act, 1998.  However, the internal of the dwelling 
shall be the responsible of the Hostel Management.  Like any of the apartment 
residents, the hostel occupants are required to join the fire drill conducted by the 
building services team.  
 
 
The Malaysia Fire Services Act, 1988 comes into effect in August 2002, 
whereby owners and managers of designated premises are required to apply for a 
Fire Certificate which certifies that the premises “complies with the life safety, fire 
prevention, fire protection and fire fighting requirements”.  The fire certificate has to 
be renewed annually to ensure that the said facilities remain in good order at all 
times.  
 
 
The two key responsibilities of building owners and managers which 
regulated through the Fire Certificate are:- 
 
• To ensure that all fire safety facilities are maintained so that the overall 
functionality is preserved.  
 
• To give notice to Bomba regarding any material change in the premise or any 
change in its use.  
 
  
 33
Fire safety facilities have been classified by Bomba under the following 
categories:- 
 
• Life safety facilities; 
 
• Fire prevention facilities; 
 
• Fire protection facilities; and 
 
• Fire fighting facilities 
 
 
The figure below illustrates the fire facilities classification with examples of 
some common facilities.  
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Example: 
• Portable Fire Extinguishers (Manual) 
• Hose Reel Systems (Manual) 
• Pressurized Hydrant systems (Manual) 
• Total Flooding Systems (Automatic) 
• Sprinkler systems (Automatic) 
• And many others….  
As the name implies, these facilities help FIGHT a fire
and they include both manual and automatic systems 
Function 4 
Fire Fighting 
Example: 
• Fire Rated Doors 
• Compartmentalization 
• Fire Dampers 
• Smoke venting systems, Electrical isolation switches 
Facilities designed to contain a fire, and include all safety
features and equipment that prevent the spread of a fire 
Function 3 
Fire Protection
Example: 
• Automatic Fire Detection (Fire Alarm) system 
• Public Address System 
• Central Monitoring System and direct link to Bomba 
• Command and control center 
Facilities used to alert occupants and the fire station
(Bomba) during a fire 
Function 2 
Fire Prevention
Example: 
• Emergency exit sign and Emergency Light 
• Instructions on what to do during a fire 
• Provision of adequate of fire safety notices 
• Protected stairways, corridors, exit doors etc.  
Equipment, procedures and building design features that
enable occupants to escape in the event of a fire 
Function 1 
Life Safety 
Fire Safety 
facilities 
Figure 2.4: Organisation of Fire Safety Facilities (www.devicesworld.net) 
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The Hostel Management must bear in mind that however good the local Fire 
Brigade may be, and however sophisticated their equipments are, they still need time 
to reach the scene.  The Fire Brigade may need the first five to ten minutes or even 
more pending on the hostel location before reaching the scene.  Therefore fire must 
be tackled by the hostel management team and residents while waiting for the arrival 
of the Fire Brigade.  
 
 
 
 
2.9 Hostel Management Constraint 
 
 
Like any other businesses, hostel management service businesses do have the 
constraints that limit the performance of the services.  These constraints are resulted 
from the various contributing factors.  Below are the lists of common contributing 
factors which limit the performance of most hostel management organisation for 
foreign workers.  
 
• Low budget provision 
 
• Shortage of experience manpower 
 
• Limited suitable properties for rent 
 
• Non-control on the hostel dwellings 
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2.9.1 Low Budget Provision 
 
 
The aim of any business is to create customers.  This is the most important 
consideration.  The job of marketing is to try to reach to as many customers as 
possible in order to increase the company’s turnover and ultimately to increase the 
business profit.  As a result of that the competitions for the hostel management 
services business arise in the market.   
 
 
Competitions in the hostel management services market have given the 
customers the opportunity to press the pricing of hostel management services.  The 
price war will result in the company that quote the lowest management fees closes 
the deal.  Low budget for the operation cost will result in poor hostel management 
services.  This is because the budget constraints limit the procurement process of the 
hostel management service provider.  The hostel management service providers have 
to work within the budget limit as a result of that some basic amenities in the hostel 
unit are forgone.  For example cooking facilities such as gas stove and dining table 
are provided only at the selected hostel units.  
 
 
 
 
2.9.2 Shortage of Experience Hostel Staff 
 
 
Shortage of experience hostel staff in the hostel management business is 
always one of the major issues.  A hostel management organisation cannot perform 
its utmost service function without the experience team members to run the 
management and administrative of the hostel.  Therefore, one of the constraints in 
hostel management is the recruitment of experience staff.  Take for example the 
position of the hostel warden.  This position needs an experience person to oversee 
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the daily routine operation which the said experience cannot be found in the books.  
The supply of experienced warden in the market is deemed to be low.   
 
 
Besides that the pressures of the routine work and its associated stresses are 
also one of the contributing factors that not many people wish to take up the job 
offer in hostel management organisation.  
 
 
 
 
2.9.3 Limited Suitable Properties for Rent 
 
 
As mentioned earlier, most of the hostel management organisations do not 
own the building for hostel operation.  As a result of that the hostel management 
organisations have to rent the premise for hostel operation from various respective 
property owners.  The rented properties have limited the choice of the hostel 
management organisation on the selection of the property rented for hostel operation.  
Due to this limitation, the Hostel Management will not be able to get all the units 
located in the same floor on the same apartment block or the units located next to 
one another in the event of landed properties.  Therefore, the premises used for 
hostel operation are found scatter in one location and this has become a problem in 
the hostel management.  
 
 
The scattered dwellings have made the hostel management faced the 
difficulty in security control.  Hostel warden also may find it difficult to do the 
routine rounding.  Besides that, the resident mix between the foreign workers and the 
local residents may result in some social problems such as the female foreign 
workers being harassed by the male residents or even having cases like the female 
foreign worker having affair with the local residents.  
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2.9.4 Non-Control on the Physical Hostel Dwelling 
 
 
Another hostel management constraint is the non-control on the physical 
hostel dwelling.  The dwellings which are used to operate the hostel business do not 
belong to the hostel management organisation.  They all belong to different people 
ranging from individual to corporate.  As a result of that, the hostel management 
organisations do not have full control on the physical aspect of the building or 
dwellings.   
 
 
In the event the hostel management organisation wish to renovate the 
dwellings or do some extension on the dwelling or event paint the dwelling, the 
organisation must obtain full consent from all respective landlord.  Therefore, in the 
event of minor renovation, if one of the landlords disagrees on the matter, the hostel 
management organisation will have to seek for other alternatives.  That is either 
forgone the unit or take up the unit without performing the minor renovation.  
 
 
All maintenance costs of the dwelling are passed on to the respective 
landlords.  The hostel management organisations often encounter irresponsible 
landlord who dragged the dwelling maintenance jobs or try to get away with the 
maintenance cost incurred.  For example replacements of the old door frame at the 
main excess that made the door difficult to open and close.  The landlord will just 
simply ignore the request that were put forward by the tenant. 
 
 
Therefore, full controls on the physical aspect on the dwellings are important 
because it can affect the routine operation and decision making of the hostel 
management organisation and subsequently become one of the constraints on the 
performance of the hostel management in terms of providing quality 
accommodations to the foreign workers.  
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2.10 Incorporation of Hostel Management Organisation for Foreign Workers 
 
 
In Malaysia, hostel management for foreign workers business may be 
conducted in any one of the following forms:- 
 
i. By an individual operating as a sole proprietorship  
 
ii. By two or more (but not more than 20) persons in partnership  
 
iii. By a locally incorporated company or by a foreign company 
registered under the provisions of the Companies Act 1965.   
 
 
 
 
2.10.1 Sole Proprietorship and Partnership 
 
 
In Malaysia, it is compulsory for those who intend to carry out the hostel 
management business in the form of proprietorships or partnerships to register with 
the Companies Commission of Malaysia (CCM) under the Registration of 
Businesses Ordinance, 1956.  In the case of partnerships, partners are both jointly 
and severally liable for the debts and obligations of the partnership, should its assets 
be insufficient.  Formal partnership deeds may be drawn up to govern the rights and 
obligations of each partner, but this is not obligatory.  In the event of the death of an 
individual partner, the partnership is dissolved unless the partnership agreement 
specifically provides otherwise.  A partnership is not required to file its financial 
statements in any public registry or to publish them in any other way.  
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2.10.2 Locally Incorporated Company 
 
 
The hostel management business may also be carried out by way of 
incorporating a company.  The Companies Act, 1965 governs all companies in 
Malaysia.  The Act stipulates that a person must register a company with the CCM 
before it can engage in any business activity.  It provides for three types of 
companies:-  
 
i) A company limited by shares where the personal liability of its 
members is limited to the par value of their shares and the number of 
shares taken or agreed to be taken by them.  
 
ii) A company limited by guarantee where the members (shareholders) 
guarantee to meet liabilities of up to the amount nominated in the 
company’s Memorandum and Articles of Association in the event of 
the company being wound up.  
 
iii) An unlimited company where there is no limit to the members’ 
(shareholders’) liability.  
 
 
 
 
2.10.3 Company Limited by Shares  
 
 
The most common company structure in Malaysia is a company limited by 
shares.  Such limited companies may be either privately-held (Sendirian Berhad or 
Sdn. Bhd. ), or public-listed (Berhad or Bhd. ) companies.  
 
 
A company having a share capital may be incorporated as a private company 
if the Memorandum and Articles of Association:-  
  
 41
 
i) Restricts the right to transfer its shares.  
ii) Limits the number of its owners to 50, excluding employees and some 
former employees.  
iii) Prohibits any invitation to the public to subscribe for its shares and 
debentures.  
iv) Prohibits any invitation to the public to deposit money with the company.  
 
 
A public company may be formed or, alternatively, a private company may 
be converted into a public company subject to Section 26 of the Companies Act, 
1965.  Such a company can offer shares to the public provided:-  
 
i) It has registered a prospectus with the Securities Commission.  
ii) It has lodged a copy of the prospectus with the CCM on or before the 
date of its issue.  
 
 
A public company can apply to have its shares quoted on Bursa Malaysia 
Berhad subject to its compliance with the requirements laid down by the exchange.  
Any subsequent issue of securities (e.g. by way of rights or bonus, or arising from an 
acquisition, etc.) requires the approval of the Securities Commission. 
 
 
 
 
2.10.4 Procedure for Incorporation  
 
 
To incorporate a hostel management services company, a person must apply 
to CCM using Form 13A together with a payment of RM30 in order to determine if 
the proposed name of the intended company is available.   
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A person must then lodge the following documents with CCM within three 
months to secure the use of the proposed name:-  
 
i) Memorandum and Articles of Association (M&A).  
ii) Declaration of Compliance (Form 6).  
iii) Statutory declaration by a person before appointment as a director, or by 
a promoter before the incorporation of a company (Form 48A).  
 
 
The M&A documents the company’s name, its objectives, the amount of its 
authorised capital (if any) proposed for registration and its division into shares of a 
fixed amount.   
 
 
The Articles of Association describes the regulations governing the internal 
management of the affairs of the company and the conduct of its business.   
Capital duty for the authorised capital must also be paid to the CCM.   
 
 
Once the Certificate of Incorporation is issued, the subscribers to the 
Memorandum, together with such other persons who may from time to time become 
members of the company, shall be a body corporate, capable of exercising the 
functions of an incorporated company and of suing and being sued.  It has a 
perpetual succession under common seal with the power to hold land, but with such 
liability on the part of the members to contribute to its assets in the event of it being 
wound up, as provided for in the Companies Act, 1965.  
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2.10.5 Requirements of a Locally Incorporated Company 
 
 
A company, in this instance would be the hostel management organisation, 
must maintain a registered office in Malaysia where all books and documents 
required under the provisions of the Act are kept.  The name of the company shall 
appear in legible Romanised letters, together with the company number, on its seal 
and documents.   
 
 
A company cannot deal with its own shares or hold shares in its holding 
company.  Each equity share of a public company carries only one vote at a poll at 
any general meeting of the company.  A private company may, however, provide for 
varying voting rights for its shareholders.   
 
 
The secretary of the company must be a natural person of full age who has 
his principal or only place of residence in Malaysia.  He must be a member of a 
prescribed body or is licensed by CCM.  The company must also appoint an 
approved auditor to be the company auditor in Malaysia.   
 
 
In addition, the company shall appoint at least two directors who each have 
his principal or only place of residence within Malaysia.  Directors of public 
companies or subsidiaries of public companies normally must not exceed 70 years of 
age.  A company director may also be a shareholder.  
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2.11 Business Premise and Signboard Licence 
 
 
Like any other businesses, the hostel management organisation for foreign 
workers requires a business premise licence and a signboard licence from the 
respective local authorities.  
 
 
An application for a business premise licence and a signboard licence for the 
hostel management operation must be accompanied by the following documents:- 
 
i) A photocopy of the applicant’s identity card 
ii) A passport-sized photograph of the applicant 
iii) A copy of the company’s M&A and Forms 9, 24 and 49 
iv) A copy of either the rental agreement or the sales and purchase agreement 
of the company’s business premise 
v) A copy of the Certificate of Fitness of the company’s business premise 
vi) A copy of the Fire Department’s support letter  
vii) A copy of the location plan of the company’s business premise 
viii) Photographs of the business premise 
ix) Photographs showing the location of the company’s signboard 
x) Samples of the signboard indicating its design and colours 
 
 
 
 
2.12 Conclusion 
 
 
Hostel management organisation is not only providing accommodation 
services as core business, hostel management organisation also needs to have hostel 
facilities such as canteen, ‘wartel’, security services and etc.  as auxiliary business to 
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support its core business in order to successfully achieving its objectives, goals, 
mission and vision.  
 
 
Contracting-out the hostel facilities to a third party is a tool that could be 
utilised by hostel management organisation for better efficiency and effectiveness.  
Among the hostel facilities used to contract-out are food catering, laundry services, 
cleaning and housekeeping.  
 
 
In conclusion, the elements of setting up a hostel for foreign workers must 
base on the preference of the client for excellent customer satisfaction and win-win 
situation.  In the process of setting up a hostel, hostel management organisation will 
face various constraints in performing the task.  
  
CHAPTER 3
CHAPTER 3 
 
 
 
 
CASE STUDY: WELL GROWING MANAGEMENT SERVICES IN 
MANAGING THE HOSTEL FOR FOREIGN WORKERS 
 
 
 
 
3.1 Introduction 
 
 
Well Growing Management Services is one of the hostel management 
organisations in Johor Bahru that has been selected as a case for this study.  This 
chapter will describe the overview and background of Well Growing Management 
Services one of the leading and established recruitment agencies which also provide 
hostel management services to the foreign workers in Johor Bahru.  
 
 
 The hostel management business competitive strategy adopted by Well 
Growing Management Services will also be put forward in this chapter.  
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3.2 Company Background and Overview 
 
 
 Well Growing Management Services was established in the year 2000.  The 
core business of the company is to provide support services on recruitment and 
manpower management services of foreign workers to companies with high labour 
intensive operations.   
 
 
 
 
3.2.1 Company Mission, Vision and Objective 
 
 
 The company mission, vision and objective are stated as below:- 
 
 
Company Mission… 
 
“To provide high quality services to the clients over the long-term at 
competitive fees and able to render certain additional services exceedingly valuable 
when the time factor is of special importance. ” 
 
 
Company Vision… 
 
“To become one of the leaders who supply contract labour and management 
in manufacturing sector.” 
 
 
Company Objective… 
 
 “To establish long-term partnerships with companies in foreign workforce 
management and to produce a highly productive and disciplined workforce through 
the management concept and principles.” 
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3.2.2 Company Organisational Structure 
 
 
 
Emergency 
Transport Services
Transport 
Services 
Manpower 
Co-ordination
Hostel 
Management 
Immigration Support 
Services 
KDN Support 
Services 
 
Manpower Management 
 
Recruitment Services 
Well Growing 
Management Services 
Figure 3.1: Organisational structure chart 
 
 
 The core business of Well Growing Management Services is to provide 
support services to the Human Resource Department of the manufacturers or 
factories.  Two main support services that provided by Well Growing Management 
Services are recruitment support services and manpower management services.  
 
 
 
1) Recruitment Support Services 
 
Under the recruitment support services, Well Growing Management Services 
will be engaged by the Human Resource Department of the manufacturers or 
factories to carry out recruitment functions such as interview and selections process 
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at the workers’ place of origin; and submission of relevant documents to the 
Malaysia Immigration Department (Jabatan Imigresen Malaysia) and KDN 
(Kementerian Hal Ehwal Dalam Negeri).  
 
 
Upon receiving of relevant documents from employer, Malaysia Immigration 
Department will call the employer for an interview.  Approval will be granted after 
the interview.  At this juncture, employers are required to pay the levy.  After paying 
the levy, Well Growing Management Services who acts as the agent for the said 
employer will bring in the foreign workers until they reach the said employer’s 
factory. 
 
 
 
2) Manpower Management 
 
 
Manpower management shall comprise the services of hostel management 
services and manpower co-ordination services.  
 
 
i) Hostel Management Services 
 
The business function of hostel management services cover the matters 
concern with foreign workers’ accommodation such as sourcing of suitable hostel 
premise; hostel set up; the procurement of hostel facilities such as furniture and 
fittings, kitchen utensil, electrical appliances and so on; and to oversee the daily lives 
of the foreign workers who reside at the hostel.  
 
 
Besides the above, the hostel management services also cover the function of 
transporting the foreign workers to and from between hostel and the designated 
factories.  
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ii) Manpower Co-ordination 
 
Under the manpower co-ordination services, Well Growing Management 
Services will assist the Human Resource Department of the factories to handle 
tedious matters such as foreign workers’ daily attendance; handle foreign workers’ 
complaints and disputes; and handle hospital admission and discharge.  
 
 
Besides the above, manpower co-ordination service also cover emergency 
transport services.  The function of this emergency transport services is to send the 
foreign workers who fall sick or foreign workers who have met with industrial 
accidents to hospital.  
 
 
 
 
3.3 Business Competitive Strategy 
 
 
In order to be competitive in the industry of contract labour supply and 
management, Well Growing Management Services has come out with the foreign 
workers hostel management service package which covers the following services:- 
 
 
 
1. Hostel Facilities 
 
 
Hostel facilities comprise of the facilities provided by the hostel management 
and facilities which existed in the apartment blocks.  
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Hostel facilities provided by the hostel management includes water and 
electricity supply; bunk-beds; mattresses, cupboards; cooking utensils; television; 
refrigerator as well as other necessary items such as carpet for praying.  
 
 
Examples of facilities available in the apartment complex are swimming 
pool, sauna, gym, jogging track, tennis court and etc.  As the hostel occupants are 
part of the residents in the apartment complex, therefore there are entitled to all the 
facilities available in the apartment complex.   
 
 
Figure 3.2 to 3.5 below are the examples of apartment facilities available at 
Seri Mutiara Apartment, one of the apartment blocks that used by Well Growing 
Management Services as hostel for foreign workers. 
 
 
 
 
Figure 3.2: Overview of the apartment that used as hostel 
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Figure 3.3: Swimming pool 
 
 
 
 
 
 
 
 
 
 
 
Figure 3.4: Barbecue pits 
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Figure 3.5: Tennis court 
 
 
 
Figure 3.6 to 3.13 below depict the examples of hostel facilities provided by 
Well Growing Management Services. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Figure 3.6: Spacious living hall 
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Figure 3.7: Wardrobe 
 
 
 
 
 
 
 
 
 
 
 
 
Figure 3.8: Television 
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Figure 3.9: Kitchen 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Figure 3.10: Dining place 
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Figure 3.11: Bed, mattress and pillows 
 
 
 
 
 
 
 
 
 
 
 
 
Figure 3.12: Toilet 
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Figure 3.13: Bathroom facilities 
 
 
 
2. Hostel Rules and Regulations 
 
 
Hostel rules and regulations are set to ensure harmony, discipline and 
security of the foreign workers who reside at the hostel.  For those hostel occupants 
who fail to comply with the hostel rules and regulations, strict disciplinary action 
will be carried out by the hostel management.  The list of hostel rules and regulations 
set by Well Growing Management Services covers the following events:- 
 
• The occupants are required to follow the working hours set by their 
respective employers.  
• The occupants are not allowed to take annual leave without the approval of 
their respective employers except for Sundays or rest day and Public 
Holidays.  
• The occupants are required to go to bed at 10pm and all lights of the hostel 
dwellings will be switched off.  
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• The occupants are not allowed to go out with visitors except at hostel 
premise.  
• The visitors are only allowed to meet the occupants at specified meeting 
places at hostel premise.  
• Visiting hours is between 9am to 7pm.  
• The occupants are prohibited to have any relationship or affair with the hostel 
security personnel or co-workers at place of work.  
• The occupants are not allowed to go out alone at all times except with hostel 
security personnel approval.  
• The occupants who have two consecutive rest days (for example Saturday 
and Sunday) are allowed to go out on any one of the said rest days between 
9am to 6 pm.  
• The occupants are not allowed to own or possess a hand phone.  
• The occupants are prohibited to bring visitors back to the hostel.  
• The occupants are prohibited to consume any drugs, alcoholic drinks or any 
substances that are banned by the Malaysia government.  
• The occupants who wish to stay overnight away from hostel must apply in 
writing to the head of hostel management at least three (3) days in advance.  
• The occupants are required to keep the hostel premise and facilities provided 
clean and proper at all times.    
 
 
 
3. Transportation Services 
 
 
Transportation services in the form of buses and vans are provided to transfer 
the hostel occupants to and from between hostel and their respective work places.  
Additional transport services are also provided outside normal working hours for 
those hostel occupants who work overtime.  Besides that, there are also special 
emergency transports services such as a van that is on a 24-hours standby to send 
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sick occupants to clinics or hospitals from the hostel premise or workplace. 
 
 
 
4. Attendance Control 
 
 
 The attendances of the foreign workers who reside at the hostel will be 
monitored closely by the staff of Well Growing Management Services to prevent 
unnecessary absenteeism and to ensure punctuality.    
 
 
 
5. Banking Administration And Welfare 
 
 
 Assistance will be extended by the hostel management to all the hostel 
occupants pertaining to opening bank accounts.  This in normal circumstances is 
expected and required by the payroll department of the factories. 
 
 
The hostel management will also organise festive celebration for the hostel 
occupants for example Hari Raya Puasa celebration for all the Muslims occupants, 
Christmas celebration for all the Christians and Catholics occupants and etc.  
 
 
 
 
3.4 Conclusion 
 
 
As one of the established and leading recruitment agencies who provide 
hostel management services to the foreign workers in Johor Bahru, Well Growing 
Management Services has been continuously improving its company’s profit and 
competitiveness in the market.  
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Well Growing Management Services has produced a highly productive and 
disciplined workforce and established a good relationship with the MNCs in Johor 
Bahru.  It has set up a comprehensive hostel management system which is supported 
by experienced manpower and complete set of hostel rule and regulations.  
  
CHAPTER 4
CHAPTER 4 
 
 
 
 
RESEARCH METHODOLOGY 
 
 
 
 
4.1 Introduction 
 
 
This chapter detailed the research process design based on the methodology 
of the study identified earlier in Chapter 1.  A six-stage research process model is 
created in order to achieve the objectives of this study.  
 
 
The research process model will cover the process of population 
identification under review, research method adopted, creation of survey questions, 
data collection process, techniques used to analyse and arrange data.  
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4.2 Research Process 
 
 
This research is concerned with the problems faced by the hostel 
management organisation for foreign workers which do not have full control over 
the non-purpose built building used as hostel operation.  A six-stages research 
process has been created by the author for the purpose of this study is depicted as 
below:- 
 
 
 
STAGE 6: Data collation 
STAGE 5: Data verification 
STAGE 4: Data collection 
STAGE 3: Creation of survey questions 
STAGE 2: Research method selection 
STAGE 1: Identify the research population 
Figure 4.1: Research process model 
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4.2.1 Stage 1: Identify the Research Population 
 
 
Besides identifying the research objective, research population is also one of 
the important areas that need to be established in the early stage of the research.  The 
population identified will later affect the selection of the research method and also 
serve as the condition basis for the survey questions design. The research population 
for the purpose of this study are segmented into three different groups as follows:- 
 
Group 1- Hostel management organisations for foreign workers. 
Group 2- Hostel occupants. 
Group 3- Management Corporation. 
 
 
 
 
4.2.2 Stage 2: Research Method Selection 
 
 
 There are various common research methods available for adoption as listed 
below:- 
 
• Literature review method; 
• Experimental research method; 
• Survey method;  
• Operational research method 
• Observation method; and 
• Historical research method. 
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Selecting the type of research method is one of the most critical decisions in 
many social research contexts because it will affect the efficiency of the data 
collection process in the later stage.  For example site observation method, not all 
site are accessible for observation especially places with tight security like EDP 
department of a company where confidential electronic files are kept.  
 
 
For the purpose of this study, literature review, survey and site observation 
have been selected.  These methods were selected after taking into consideration the 
time constraints, cost, geographical dispersed and availability of the resources. 
 
 
 
 
4.2.2.1 Literature review 
 
 
 The literature review for this study will focus on the aspect of the problem in 
managing the hostel for foreign workers.  Hostel management for foreign workers is 
a business specialising in managing the accommodation for the foreign workers only. 
The business operation is different from the usual accommodation hostel business.  
As a result of its unique business operation, the facts and literature study for the 
students’ hostels, youth hostels, workers hostels, backpacker hostels and other non-
profitable hostel operation can only be used as guidelines to this study.   
 
 
 The information obtained from literature review are basically from books, 
articles published at the web, journals and case study conducted by the overseas 
researchers in relation to hostel management.  Therefore, the information obtained 
from this literature review will serve as the secondary data for research finding and 
analysis in the next chapter.  
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4.2.2.2 Survey 
 
 
One of the methods used to collect primary data for this study is survey 
method.  Two broad categories of survey method have been selected for this study.  
That is: group administered questionnaires and interview. 
 
 
Group administered questionnaires is a type of questionnaires survey method 
whereby a sample of respondents is brought together and asked to respond to a 
structured sequence of questions.  In this survey method, the researcher could give 
the questionnaire to those who were present and if the respondents were unclear 
about the meaning of a question they could ask for clarification. 
 
 
The target groups selected for the survey are the hostel management 
organisations for foreign workers, hostel occupants and Management Corporation.  
These three groups of people were identified earlier in stage 1 of the research 
approach of this study.   
 
 
 
 
4.2.2.3 Site Observation 
 
 
Site observation is another research method used for this study.  The site 
observation method used to examine the real picture or situation of the surveyed 
area.  This includes the condition of the physical building and building facilities; the 
hostel residents’ behaviour towards the existing building facilities and hostel 
facilities provided by the hostel management and lastly the working attitude of the 
hostel warden.  
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4.2.3 Stage 3: Creation of Survey Question 
 
 
 A simple English survey questions are created for this study to avoid the 
respondents’ confusion and ambiguity.  Three sets of questions are created for three 
different target groups, namely hostel management organisations, hostel occupants 
and Management Corporation.  The group administered questionnaires survey will 
target for the hostel occupants and the interview survey will target for the hostel 
management organisation and Management Corporation.  
 
 
 
 
4.2.3.1 Questionnaires Design 
 
 
For the purpose of this study, the questionnaires format created shall 
consist of Section A and Section B. 
 
 
Section A will comprise of subjective questions that will identify the 
background of the respondents, the length of stay and the number of people sharing a 
room.   
 
For example:- 
 
What is your nationality? 
 
 
Where as Section B will comprise of pure multiple choice questions for the 
respondents to express their opinion on the hostel environment and facilities.  The 
multiple choice questions format will force the respondents to choose a particular 
answer and enabling ranking analysis to be carried out easily.  For example:- 
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What is your opinion on the cleanliness of the living environment i.e.  hostel 
room and hostel common area? 
 
(          ) very good 
(          ) good 
(          ) satisfied 
(          ) not satisfied 
(          ) poor 
 
 
 
 
4.2.3.2 Interview Design 
 
 
The questions designed for interview are semi-structured whereby the 
respondents are given the opportunity to express their personal opinions and 
comments with regard to the subject matter.  For example:- 
 
 
Do you encounter problems with foreign workers living in the apartments? 
Yes (   ) 
No (   ) 
 
If ‘Yes’ what are the list of problems encounter? 
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4.2.4 Stage 4: Data Collection 
 
 
There are various methods available for data collection. For example face to 
face interview, telephone interview, mail drop, questionnaires and etc.  These data 
collection method can be used separately or combined depend on the creation of 
survey design. 
 
 
For the success of this study, author has emphasised numerous important 
criterion for data collection process described as below:-  
 
• The eligible population 
• The sampling method 
• The data collection method 
 
 
 
 
4.2.4.1 The Eligible Population 
 
 
 The population groups target for the data collection process which were 
identified at Stage 1 of the research approach are now further analysed on the 
eligibility as follows:-.  
 
 
i) Group 1 – The Hostel Management Organisations 
 
The hostel management organisations shall only confine to the organisations 
that provide hostel management services for the foreign workers in Johor Bahru.  
Hostel management organisations that manage staffs’ hostel such as hostel for the 
nurses, hostel for the non-executive staff; and hostel for the local workers are to be 
excluded in this survey population.  
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ii) Group 2 - The Hostel Occupants 
 
The eligible population for hostel occupants shall confine to women foreign 
workers who work in the factory and reside in the apartments provided by the hostel 
management service provider.   
 
 
iii) Group 3 – Management Corporation  
 
The Management Corporation shall be the Building Services Manager of the 
apartment complex.  Building Services Manager such as condominium, office tower, 
shopping complexes are to be excluded.  
 
 
 
 
4.2.4.2 The Sampling Method 
 
 
 Lucey (1992) has identified sampling as a process to examine a 
representative number of items (people or things) out of the whole population or 
universe.  For the purpose of this study, quota sampling method is carried out on the 
hostel occupants.  
 
 
 This type of sample is not pre-selected but is chosen on the spot up to the 
level of a quota.  This means that the foreign workers residing in the apartment block 
will be chosen on the spot up to the quota determined.  
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4.2.4.3 The Data Collection Method 
 
 
 There are various data collection methods available for adoption in the study.  
Face to face interview, telephone interview and group administered questionnaires 
would be the data collection method used for this study. 
 
 
 For the hostel occupants, the data will be collected through the group 
administered questionnaires method.  This method is adopted because of the low 
literacy level of the foreign workers and language barrier which caused the 
traditional questionnaire method to be ineffective.  In order to collect the data from 
the hostel occupants smoothly, a sample of hostel occupants are brought together 
and asked to respond to structured sequence of questions which have set earlier.  An 
assistant is needed from the staff of the hostel management who will interpret the 
content of the questionnaires into the language that will be understood by the hostel 
occupants.  If the respondents were unclear about the meaning of a question they 
could ask for clarification. 
 
 
  As for the data to be obtained from the staff of hostel management 
organisation and Building Services Manager, a face to face interview will be carried 
out.  A telephone interview will be conducted at a later date for those staff who are 
not available at the time when interview is conducted. 
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4.2.5 Stage 5: Data Verification 
 
 
 The data collected will be verified to ensure the data collected are relevant to 
the study especially for those questions which required personal opinions and 
thinking.  
 
 
 
 
4.2.6 Stage 6: Data Collation 
 
 
 The primary data gathered from Stage 4 will be arranged in accordance to the 
hostel management organisation, hostel occupants and Building Services Manager.  
The arrangement of these data is important because it will affect the efficiency of the 
data analysis process in the following chapter. 
 
 
 
 
4.3 Conclusion 
 
 
As a conclusion, the six-stage research process  model has been used to plan 
and analyse the research.  Close examination with the objective and problem 
statement of this study, specific model created to collect the primary data should 
result a better understanding of the flow to carry out this study successfully.  
 
 
The comments, opinion and data collected from target respondents are useful 
for further analysis and findings in Chapter 5.  
  
CHAPTER 5
CHAPTER 5 
 
 
 
 
ANALYSIS AND FINDINGS 
 
 
 
 
5.1 Introduction 
 
 
This chapter focuses on the analysis of the primary data collected using the 
group administered questionnaires, interview and site observation.  The quantitative 
method used with the aid of computer statistical package to speed up the analysis 
process which includes Frequency Analysis and Likert Scaling Analysis.  
 
 
There are five major problems identified from the survey done with the seven 
hostel management organisations in Johor Bahru.  The results has been summarised 
in Table 5.2 to Table 5.10 for references and clearer understanding.  
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5.2 Data Analysis Method 
 
 
The primary data collected from group administered questionnaires, 
interviews and site observation were analysed accordingly using the computer 
statistical package to speed up the process.  Frequency Analysis and Likert Scaling 
Analysis are the two methods selected to analyse the findings for this study.  
 
 
 
 
5.2.1 Frequency Analysis 
 
 
Frequency Analysis is a method used to analyse data with multiple choice 
and yes or no choice question format in this study.  Frequency Analysis involves a 
construction of the frequency distribution table that contain a list of data value and 
its frequency.  Frequency is a number of times that a value occurs.  The frequency 
distribution has two elements as follows:- 
 
(1) The categories of response; and  
(2) The frequency with which respondents are identified with each category.  
 
 
The technical requirement for constructing the Frequency Analysis would be 
the categories of response must be mutually exclusive and exhaustive.  Mutually 
exclusive and exhaustive here means the same observation cannot belong to more 
than one response category.  The Frequency Analysis must therefore be exhaustive 
in the sense that all respondents in this study must fit into a category.   
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5.2.2 Likert Scaling Analysis 
 
 
The Likert Scaling Analysis would be the method used to rank the problems 
faced by hostel management organisations in this study.  
 
 
Likert Scaling Analysis is a statistical method which requires the respondents 
to indicate their own attitudes by checking how strongly they agree or disagree with 
carefully constructed statements about the attitudinal object.  Therefore, Likert 
Scaling Analysis is said to be a method that provide the respondents the opportunity 
to express the degree of their opinion.   
 
 
For the purpose of this study, the respondents will be asked to choose from 
five response alternatives stated in the questionnaires.  Each of these response 
alternatives will be allocated with a score which will not be printed on the 
questionnaires.  The five response alternatives used in this study are: Extreme 
serious problem; Serious problem; Moderate problem; Slight problem and No 
problem.  Hence, the score allocations for the response alternatives are as follows:- 
 
5 = Extreme serious problem 
4 = Serious problem 
3 = Moderate problem 
2 = Slight problem 
1 = No problem 
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5.3 Detail Findings and Survey Data Analysis 
 
 
 The findings and survey for this study will be based on the objectives 
determined earlier in Chapter 1 as follows:- 
 
3. To identify the problems faced by the hostel management organisations when 
they do not own a purpose-built building for hostel operation. 
 
 
4. To identify the problems faced by the Management Corporation in managing 
the building facilities when a large portion of the multi-storey building is 
used as hostel. 
 
 
The survey groups are shown in Table 5.1 below with number of individuals 
who are involved in the survey.   
 
 
Table 5.1: Summary of survey group 
Survey Group Number and type of individual 
Hostel management 
organisation 
The Manager from 7 different hostel management 
organisations in Johor Bahru.  
Management 
Corporation 
The Building Services Manager and 2 site staffs who 
handle residents’ complaint at Seri Mutiara Apartment.  
Hostel occupants 50 hostel occupants who are under the hostel management 
of Well Growing Management Services; currently reside at 
Block D of Seri Mutiara Apartment.  
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5.3.1 The Problems Faced By the Hostel Management Organisations When 
They Do Not Own a Purpose-Built Building for Hostel Operation 
 
 
There are quite a number of major problems faced by the hostel 
management organisations when they do not own a purpose-built building for hostel 
operation. 
 
 
 Five major problems have been identified by the Manager of Well Growing 
Management Services one of the biggest hostel management organisations in Johor 
Bahru.  The problems identified are as follows:- 
 
1) Problems in getting the dwellings located at the same floor or same 
block.  
2) Problem in getting consent for dwelling renovation or alteration.  
3) Problem with existing poor apartment facilities.  
4) Problems in getting competent and responsible real estate agent.  
5) Restriction from Management Corporation.  
 
 
The problems identified were further extended to six other hostel 
management organisations in Johor Bahru which are currently renting a parcel of the 
apartment for hostel operation. 
 
 
The survey on how the selected respondents viewed about the problems 
identified are summarised in Table 5.2 as below:- 
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Table 5.2: The problem response 
Yes No Total  
Problems No.  of 
respondents 
Percentage 
(%) 
No.  of 
respondents 
Percentage 
(%) 
No.  of 
respondents 
Percentage 
(%) 
Dwelling located at same 
floor or block 
7 100.0 0 0 7 100.0 
Consent for renovation or 
alteration 
7 100.0 0 0 7 100.0 
Existing poor apartment 
facilities 
7 100.0 0 0 7 100.0 
Competent and responsible 
real estate agents 
5 71.4 2 28.6 7 100.0 
Restriction from  
Management Corporation 
7 100.0 0 0 7 100.0 
 
 
 With reference to the summary in Table 5.2, analyses on the findings 
are as below:- 
 
 
I. Problems in Getting the Dwellings Located At the Same Floor or Same 
Block 
 
To procure the rented dwellings located at the same floor or same apartment 
block has always been a problem to the hostel management organisations who do not 
own a hostel building.  According to the findings, 100% of the hostel management 
organisations have responded that they have problem in getting the rented dwellings 
located at the same floor or same block.  
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The respondents were further asked to view problems in getting the rented 
dwelling located at the same floor or same block.  100% of the respondents view this 
problem to be extreme serious problem.  
 
 
 
II. Problem in Getting Consent for Dwelling Renovation or Alteration 
 
 
Another problem faced by the hostel management organisation is the 
problem in getting consent for dwelling renovation or alteration.  Very often the 
hostel management organisations will have problem to get all the landlords of the 
apartment to give their consent for the dwelling alteration or renovation.  Some 
landlords will agree to the renovation subject to certain terms and condition, some 
would reject the request upfront.   
 
 
According to the findings, 100% of the respondents have responded that they 
have problems in getting all the landlords to consent on the dwellings renovation.  
 
 
Respondents were asked about how they viewed problems with getting all 
the landlords to consent on the dwelling renovation.  42.8% of the respondents have 
expressed that it was an extreme serious problem to them, 28.6% of the respondents 
felt it was a serious problem and the balance of 28.6% felt it was a moderate 
problem.  
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Table 5.3: The view of the respondents on problems in getting consent for dwelling 
alteration or renovation 
Scales No.  of 
respondents 
Percentage 
(%) 
Extreme Serious Problem 3 42. 8 
Serious Problem 2 28. 6 
Moderate Problem 2 28. 6 
Slight Problem 0 0 
No Problem 0 0 
 
 
 
III. Problem with Existing Poor Apartment Facilities 
 
 
Poor existing apartment facilities are also one of the major problems faced by 
the hostel management organisation when using a rented apartment to operate the 
hostel business.  Poor existing apartment facilities here means the Management 
Corporation fail to provide the basic facilities to the residents.  For example poor 
security control, where break-in cases often occurs; lifts always not working; fire 
fighting equipments were found not functioning or found missing and etc.  
 
 
According to the findings, 100% of the respondents felt that poor existing 
apartment facilities were a problem and most of the time is beyond the control of the 
hostel management organisations.   
 
 
Respondents were asked about how they viewed the problems with existing 
poor apartment facilities.  28.6% of the respondents have expressed that it was an 
extreme serious problem to them and 71.4% of the respondents felt it was a serious 
problem.  
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Table 5.4: The view of the respondents on problems with existing poor apartment 
facilities 
Scales No.  of 
respondents 
Percentage 
(%) 
Extreme Serious Problem 2 28.6 
Serious Problem 5 71.4 
Moderate Problem 0 0 
Slight Problem 0 0 
No Problem 0 0 
 
 
 
IV. Problems in Getting Competent and Responsible Real Estate Agent 
 
 
With reference to the result obtained from survey, only 1 respondent revealed 
that they did not use agency services to source for hostel premise.  Whereas the other 
6 respondents expressed that they use agency services to ease the task of sourcing of 
premise for let.  The survey also revealed that 5 out of 6 respondents who used 
agency service expressed that they have problems in getting competent and 
responsible real estate agent and only 1 respondent out of the 6 respondents 
expressed that they have no problem with the issue of getting competent and 
responsible agent because they practice partnering management where both parties 
enjoy the benefit of win-win situation.   
 
 
Respondents were further asked to viewed problems pertaining to the issue of 
getting competent and responsible agents to source for premise for let.  According to 
the survey, 28.6% of the respondents felt that getting a competent and responsible 
agent is an extreme serious problem.  28.6% of the respondents felt it is a serious 
problem, 14.2% express that it is a moderate problems and the balance 28.6% of the 
respondents felt that it is not a problem at all.  
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Table 5.5: The view of the respondents on problems in getting competent and 
responsible real estate agent 
Scales No. of 
respondents 
Percentage 
(%) 
Extreme Serious Problem 2 28.6 
Serious Problem 2 28.6 
Moderate Problem 1 14.2 
Slight Problem 0 0 
No Problem 2 28.6 
 
 
 
V. Restriction from Management Corporation 
 
 
Restriction from Management Corporation is another problem to the hostel 
management organisations who rented the apartment for hostel operation.  The 
respondents have revealed that the Management Corporation has imposed numerous 
restrictions to them pertaining to the use of apartment facilities.  For example the 
restriction on the use of pool side barbecue pits for annual festive celebration, the 
restriction of the hostel occupants on the access of certain compound area in the 
apartment complex and the used of certain apartment facilities.  
 
 
According to the survey, 100% of the respondents have problem with the 
restriction imposed by the Management Corporation.  The respondents were further 
asked to view about the restriction imposed.   
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The survey had shown that 42.9% of the respondents have extreme serious 
problem, 42.9 % have serious problem and the balance of 14.2% of the respondents 
have moderate problem.  
 
 
Table 5.6: View of the respondents on restriction from Management Corporation 
Scales No.  of 
respondents 
Percentage 
(%) 
Extreme Serious Problem 3 42.9 
Serious Problem 3 42.9 
Moderate Problem 1 14.2 
Slight Problem 0 0 
No Problem 0 0 
 
 
 
 
5.3.2 The Ranking of the Problems Identified 
 
 
This section will discuss on the ranking of the problems identified by the 
hostel management organisations.  The data obtained from the survey pertaining to 
the problems faced by hostel management organisations is tabulated according to 
scores as shown in Table 5.7.  
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Table 5.7: Score of the problems identified 
Problems Score 
1 
Score 
2 
Score 
3 
Score 
4 
Score 
5 
Total 
Score 
Mean of 
score 
Dwelling located at same 
floor or block 
0 0 0 0 7 35 5.00 
Consent for renovation or 
alteration 
0 0 2 2 3 29 4.14 
Exiting poor apartment 
facilities 
0 0 0 5 2 30 4.28 
Competent and responsible 
agents 
2 0 1 2 2 23 3.29 
Restriction from 
Management Corporation 
0 0 1 3 3 30 4.29 
 
 
Five scales are used for the response alternative in this study that is extreme 
serious problem, serious problem, moderate problem, slight problem and no 
problem.  Each of these scales will be allocated with one score and different 
weighting of score will be given to these scales respectively.  Thus, extreme serious 
problem will be allocated with score 5; serious problem allocated with score 4; 
moderate problem allocated with score 3; slight problem allocated with score 2 and 
finally no problem allocated with score 1.  
 
 
The mean score for problems faced by hostel management organisations 
obtained from the analysis ranges from the lowest of 3.29 (problem in getting 
competent and responsible agents) to the highest 5.00 (problem in getting the 
dwelling located at the same floor or block).  Thus, the index value base on the mean 
value derived would be 0.34.  This would be the class interval used for each index 
value for the scales of each hostel management problems.  Based on the result 
  
 84
obtained, the scales in index value for problems faced by hostel management 
organisation are tabulated in Table 5.8 as below:-. 
 
 
Table 5.8: Scales in index value for problems faced by hostel management 
organisations  
Index value Scales 
3.29-3.63 No Problem 
3.64-3.98 Slight Problem 
3.99-4.33 Moderate Problem 
4.34-4.68 Serious Problem 
4.69-5.03 Extreme Serious Problem 
 
 
The ranking of the problems faced by the hostel management organisations 
base on the index value computed would be as follows:- 
 
 
Table 5.9: Ranking of hostel management problems faced by hostel management 
organisations 
Scales List of problems faced 
No Problem • Competent and responsible agents 
Slight Problem - 
Moderate Problem • Consent for renovation or alteration.  
• Existing poor apartment facilities.  
• Restriction from Apartment Management Office. 
Serious Problem 
Extreme Serious Problem • Dwelling located at same floor or block 
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The analysis has shown that the extreme serious problem faced by hostel 
management organisations would be problems in renting the dwelling located at the 
same floor or same block.  Moderate problems shall comprise of problems in getting 
consent from all the landlords for dwelling renovation or alteration; problem with 
existing poor apartment facilities and restriction imposed by the Management 
Corporation.  Finally, problems in getting a competent and responsible agent to 
source for hostel premise is deemed to be not a problem to the hostel management 
organisation and therefore ranked last in the problems ranking list.  
 
 
 
 
5.3.3 The Problems Faced By the Management Corporation in Managing the 
Building Facilities When a Large Portion of the Multi-Storey Building Is Used 
As Hostel. 
 
 
The survey is extended to the Management Corporation who takes charge of 
the building facilities operation of the whole apartment complex.  An interview had 
been carried out accordingly with the Building Services Manager and two site staff 
who handled residents’ complaints at Seri Mutiara Apartment.  
 
 
The four major problems gathered from the interview pertaining to the 
problems faced by the Management Corporation when the large portion of the 
apartments are used as hostel are listed as below:- 
 
 
 
1) High usage of lifts  
 
 
This problem arises when too many people use the lift at any one time.  Each 
time the hostel occupants will rush into the lift right to the maximum carriage 
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capacity.  High traffic of lift user has caused the increase in frequency of broken 
down and high maintenance cost.   
 
 
 
2) Swimming pool, gym and sauna become over crowded over the week end 
and public holidays 
 
 
The swimming pool, gym and sauna will become very crowded every week 
end and public holidays.  This led to the poolside, sauna and gym becomes very dirty 
and the facilities apparatus were severely damaged 
 
 
 
3)  Health and safety of the occupants 
 
 
One of the problems faced by the Management Corporation of Seri Mutiara 
Apartment is concerned with the occupants’ health and safety.  The Buliding 
Services Manager has revealed that there are about 18 to 20 foreign workers staying 
in each apartment and the sizes of these apartments are ranging from 1,223 square 
feet to 1,610 square feet.  This has resulted that the apartment parcel becomes 
overcrowded.  In the event of any emergency, such as fire, the occupants of that 
particular block might have problems in evacuation.  
 
 
 
4)  Noise 
 
 
The hostel becomes very noisy during the workers’ off day.  The 
Management Corporation has been receiving numerous complaints from the 
apartment residents pertaining to the noise.  For example the noise of the hostel 
occupants’ foot step, the noise from cooking, and the noise from talking and so on.   
  
 87
 
5.3.4 Site Observation 
 
 
A site observation has been carried out at Block D, Seri Mutiara Apartment, 
Bandar Baru Seri Alam.  The site observation at the selected site has revealed the 
followings:- 
 
 
 
1) The common area 
 
 
• The cleanliness of the common area is satisfactory, no littering or 
improper refuse dumping, graffiti etc. were found.  
 
 
 
2) The people 
 
 
• The hostel occupants of Block D, Seri Mutiara Apartment were 
approximately 1,200 people.  This information was found at the 
notice board hanging at the common area for the hostel wardens to 
record the number of daily foreign workers’ arrival and departure.  
 
• Every morning about 6.30 am (the time the foreign workers go to 
work) and evening about 7 pm (the time the foreign workers come 
back from work) the crowd of hostel occupants will be seen.  This 
would be the time where the common area and lifts are pack with 
people.  
 
 
  
 88
 
3)  Lift operation 
 
 
• The lift operation would be very busy during the time when the hostel 
occupants are going to work and coming back from work.  There are 
only three lifts allocated for Block D.  The waiting time for each lift 
during the peak hours are approximately 6 minutes.  
 
 
 
4) Apartment Facilities  
 
 
• The area of apartment facilities such as poolside, gym and sauna were 
found to be rather crowded over the weekend.  As a result of that the 
cleanliness of the said area were found unsatisfactory the following 
day after the week end.  
 
 
 
5) Noise 
 
 
• The sounds of the stamping feet were heard during the time the hostel 
occupants go to work and coming back from work.  
 
• The sound of people talking, giggling and singing were heard when 
the workers are at the hostel.  
 
• The place was very quite during the day time when all the workers are 
either working or sleeping in the hostel. 
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5.3.5 The Hostel Occupants 
 
 
The survey was further extended to 50 hostel occupants who are under the 
hostel management of Well Growing Management Services at Block D, Seri Mutiara 
Apartment.  The theme of the survey was regarding the existing apartment facilities 
provided.  The survey has revealed that 100% of the hostel occupants were female 
Indonesians working in electronic factories.  The number of sharing is approximately 
18 to 20 persons to one apartment that range from 1,223 square feet to 1,610 square 
feet.  
 
 
The hostel occupants were asked to view about the existing apartment 
facilities available in the apartment complex.  100% of the respondents have 
expressed that it was very good except for the lift function.  The respondents have 
responded that the lifts were found very often not working and the waiting time for 
each trip is quite long.  The summary of the survey are tabulated in Table 5.10 as 
below.  
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Table 5.10: The view of the hostel occupants on existing apartment facilities 
Response  
Apartment facilities Very 
good 
Good Satisfied Not 
Satisfied 
Poor 
Total 
respondents
The cleanliness of the 
apartment common area 
50 0 0 0 0 50 
Maintenance of the apartment 
common area 
50 0 0 0 0 50 
The recreation facilities 
provided by the apartment 
50 0 0 0 0 50 
The lifts function 0 0 0 32 18 50 
The security control 50 0 0 0 0 50 
The shops located in the 
apartment blocks 
4 36 10 0 0 50 
 
 
With reference to the summary tabulated in Table 5.10, the findings are as 
follows:- 
 
• 100% of the respondents have rated the cleanliness, maintenance, 
recreation facilities and security control of the apartments as very good. 
 
• 64% of the respondents rated the lift function as not satisfied and 
remaining 36% rated the lift function as poor. 
 
• 8% of the respondents rated the shops located in the apartment blocks as 
very good, 72% rated as good and the remaining 20% rated as satisfied. 
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5.4 Conclusion 
 
 
In conclusion, this chapter has summarised the analysis and findings of the 
major problems faced by the hostel management organisations for foreign workers 
which do not have full control over the building.  
 
 
The seven hostel management organisations interviewed are the main player 
in Johor Bahru.  Therefore, their opinions are deemed to be reliable.
  
CHAPTER 6
CHAPTER 6 
 
 
 
 
CONCLUSION AND RECOMMENDATION 
 
 
 
 
6.1 Introduction 
 
 
This chapter will summarise the findings of the data obtained from Chapter 5.  
Besides the summary of the findings, a discussion on the advantages and 
disadvantages of the apartments that to be used as hostel for foreign workers from 
different perspective will also put forward in this chapter. 
 
 
In addition, this chapter will explain how the findings of this study serve as a 
valuable guidance and prospect to the respective interest parties.  Finally, this chapter 
will encompass the limitation of research, recommendation for future research as 
well as overall conclusion for this study  
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6.2 Summary of The Findings 
 
 
 The summary of this findings is derived from the analysis of the survey 
undertaken which includes interview and group administered questionnaires.  The 
result obtained from the analysis will therefore helped the author to achieve the 
objectives which addresses to the problem statement as describe in Chapter 1. 
 
 
 The study reveals the problems faced by the hostel management 
organisations for foreign workers which do not have full control over the non-
purpose built building for hostel operation are summarised as below:- 
 
i) Problem in getting the dwellings located at the same floor or same 
block.  
 
ii) Problem in getting consent for dwelling renovation or alteration.  
 
iii) Problem with existing poor apartment facilities.  
 
iv) Problem in getting competent and responsible real estate agent.  
 
v) Restriction from Management Corporation.  
 
 
Among the abovementioned problems, the extreme serious problem is 
difficult to get dwelling located at the same floor or same block to facilitate the 
smooth hostel management operations.  
 
 
On the other hand, hostel management organisations still able to get 
competent and responsible real estate agent to work hand-in-hand in order to achieve 
win-win situation.  If both real estate agents and hostel management organisations 
are practising SWOT (Strength, Weakness, Opportunity, Threat) strategy into their 
  
 94
business relationship for win-win situation, result of their dealing should be very 
encouraging and successful.  
 
 
 
 
6.3 Advantages and Disadvantages of Using Apartment as Hostel 
 
 
An interview that carried out with the managers of the Management 
Corporation disclosed that the hostel management organisation has over utilised 
facilities available in Seri Mutiara Apartment in view of high density in occupancy 
rate for Block D.  It appeared to be a challenge for Facilities Manager of both hostel 
management organisation and Seri Mutiara Apartment Management Corporation to 
handle this problem peacefully by using their facilities management skills.  
 
 
Based on the findings, this study appeared to provide a remarkable strategy 
for other apartments in Johor Bahru which intend to allow their building to be used 
as a hostel for foreign workers.  Advantages are listed as follows:- 
i) Increase the occupancy rate of the respective apartment.  
ii) Curb the problem of oversupply apartment parcel in Johor Bahru.  
iii) Management Corporation can improve their collection of 
maintenance fees due to higher occupancy rate.  
iv) Improve the economic value of the respective apartment from the 
aspect of market value.  
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In contrast to the above advantages, two disadvantages were found as 
follows:-  
 
i) Apartment use as hostel will eventually degrade the status of the 
apartment. As the result of this, it will be difficult to attract tenants 
from the upper income group such as expatriate and senior 
management staff. 
 
ii) Apartment use as hostel will result in high maintenance cost to the 
Management Corporation. 
 
 
 
 
6.4 Prospective of Findings 
 
 
The summary of the findings and discussions of this study serves as a value 
prospective for the relevant parties such as Facilities Manager, Human Resource 
Manager, Investors and Real Estate Agents. 
 
 
The role and function of FM in hostel management organisation and 
Management Corporation of Apartments must be enhanced and widened in order to 
gain more awareness and recognition in the market.  FM required to continuously 
improving their skill, knowledge, service quality, ability and capability to face more 
challenges in the globalisation decade.  
 
 
Globalisation will bring in more MNCs to Malaysia and improve the 
opportunity for FM to seek advancement in their career.  Whilst Human Resource 
Manager will be benefited from this study regardless whether they handle their 
hostel management in-house or outsourced.  They would have a better understanding 
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of the problems faced by hostel management organisation for foreign workers.  
 
 
This study would assist investor to derive a SWOT analysis for a decision 
prior to penetrate into Hostel Management Services Industry.  As for the Real Estate 
Agents they would see the prospective to have a partnering relationship with hostel 
management organisation and Management Corporation of Apartment in order to 
build a win-win relationship.  
 
 
 
 
6.5 Limitation of Research 
 
 
The foreign workers that were interviewed in the study were from third world 
and developing countries which have poorer facilities and standard of living than 
Malaysia.  Therefore their expectation of standard of living and environment are 
generally lower than the local.  
 
 
This gap has affected the accuracy of the study.  This statement is proven 
from the result that 100% of the respondents expressed that they are happy with the 
apartment facilities except the function of the lift.  
 
 
 
 
6.6 Recommendation for Future Research 
 
 
There are a few issues which could be recommended for further research as a 
follow up to this study.  The main issue which could be explored are:- 
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I. The important of FM role in making a hostel management organisation for 
foreign workers successful in Johor Bahru.  
 
 
II. The role of a FM in legislation system created for type of building allowed to 
be used as hostel for foreign workers.  
 
 
III. The contributions and recognition of FM role in Johor Bahru Property 
Market.  
 
 
 
 
6.7 Conclusion 
 
 
Globalisation brings a lot of business opportunity to Malaysia.  With the 
entry of MNCs, hostel management organisations, manpower solution providers and 
FM organisations will gain from the strong economic growth.  
 
 
This study has identified the major problems faced by hostel management 
organisations for foreign workers which do not have full control over the building 
used as hostel operations.  The findings showed that this study has achieved the 
objective in listing and ranking the problem faced by hostel management 
organisation. The hostel management organisation in Johor Bahru market should 
utilise these findings with the combination of SWOT analysis in making their 
business successful.  
 
 
There are evidents that competent and responsible agents are available in the 
market to assist hostel management organisation in solving their problem of sourcing 
for suitable accommodation for foreign workers. 
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UNIVERSITI TEKNOLOGI MALAYSIA 
 
QUESTIONNAIRE FOR HOSTEL MANAGEMENT ORGANISATION 
 
 
 
This questionnaire is to research on the following issue:- 
 
The problems faced by the hostel management organisation for foreign workers which
do not have full control over the non-purpose built building used as hostel operation.
 
 
 
This questionnaire consists of two sections: Section A and Section B. 
Please answer carefully, as results from this questionnaire contributes to the success of this 
survey. 
 
 
 
By: CHONG VOON PING 
 
Facilities Management 
Universiti Teknologi Malaysia 
 
 
                   
Thank you for your cooperation 
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SECTION A: 
 
 
1) Do you own building for hostel operation? Yes ? No ? 
 
 
2) How do you source for the site for hostel operation? 
 
i)  Through agents ? 
ii)  Through newspapers advertisement ? 
iii)  Through friends  ? 
iv) Through signboard hanging outside the premise ? 
v)  Others: ___________________________________ ? 
 
 
 
SECTION B: 
 
 
How would you rank the following hostel problems? 
 
1 – Extreme serious problem 
2 – Serious problem 
3 – Moderate Problem 
4 – Slight problem 
5 – No problem 
 
1) Problem in getting the location as requested by the client for 
hostel operation. 
 
 
2) Problems in getting all the rented apartment parcel units to be 
located at the same floor or same block. 
 
 
3) Problem in negotiating the desired rental from the individual 
Landlords even with the help of real estate agent. 
 
4) No amenities available at the hostel site.  
 
5) Problem in having full control on the hostel building.  
e.g. alteration of the building exit, renovation of the apartment 
unit, fence up the building block etc. 
 
 
 
6)  Problem with existing poor apartment facilities. 
e.g. lifts often break down, common area flooded after each 
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heavy down pour. 
 
7)  Hostel security problem. 
 
 
8) Real estate agents are available in assisting hostel management 
organisation to source for suitable location and solving problems 
for hostel management. How do you find the responsiveness of 
the real estate agents? 
 
 
9) Problems between the hostel occupants and the apartment 
residents. 
 
 
10) Restriction from Management Corporation. 
e.g. Gathering of the hostel residents for festive occasion at the 
pool side, use of apartment recreation facilities etc. 
 
 
11) Availability of utilities supplied by the relevant authorities such as 
water, electricity and telecommunication. 
 
 
12) Other problems (if any): ______________________________ 
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UNIVERSITI TEKNOLOGI MALAYSIA 
 
INTERVIEW QUESTIONS FOR MANAGEMENT COPORATION 
 
 
 
This questionnaire is to research on the following issue:- 
 
The problems faced by the hostel management organisation for foreign workers which
do not have full control over the non-purpose built building used as hostel operation.
 
 
 
Please answer carefully, as results from this questionnaire contributes to the 
success of this survey. 
 
 
 
By: CHONG VOON PING 
 
Facilities Management 
Universiti Teknologi Malaysia 
 
 
                   
Thank you for your cooperation 
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Name:______________________ 
Position:____________________ 
 
1) Do you encounter problems with foreign workers living in 
the apartment township? 
 
If ‘Yes’ what are the list of problems encounter? 
 
 
Yes (   ) No (   ) 
2) Do these foreign workers affect your apartment management 
operation? 
i) Maintenance of common area? How? 
ii) Cleaning of common area? How? 
iii) Maintenance of recreation facilities? How? 
 
Yes (   ) No (   ) 
3) Do these foreign workers very noisy and disturb other 
residents living in the apartment complex? 
 
Yes (   ) No (   ) 
4) Does the security of the apartment complex affected by the 
staying of the foreign workers? 
 
Yes (   ) No (   ) 
5) Do you receive complaints from other residents pertaining to 
the foreign workers staying in the apartment complex? 
 
If yes, what are the complaints? 
 
Yes (   ) No (   ) 
6) Will the reputation of the apartment complex affected by the 
hostel operation at the apartment complex? 
 
Yes (   ) No (   ) 
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UNIVERSITI TEKNOLOGI MALAYSIA 
 
QUESTIONNAIRE FOR HOSTEL OCCUPANTS 
 
 
 
This questionnaire is to research on the following issue:- 
 
The problems faced by the hostel management organisation for foreign workers which
do not have full control over the non-purpose built building used as hostel operation.
 
 
 
This questionnaire consists of two sections: Section A and Section B. 
Please answer carefully, as results from this questionnaire contributes to the 
success of this survey. 
 
 
 
By: CHONG VOON PING 
 
Facilities Management 
Universiti Teknologi Malaysia 
 
 
                   
Thank you for your cooperation 
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SECTION A: 
 
 
1) What is your nationality?  ________________________________ 
 
2) How long have you been staying in this hostel? ________________ 
 
3) How many of them sharing in your hostel unit? ________________ 
 
 
 
SECTION B: 
 
Opinion of the hostel occupants on the current hostel. 
 
 
INSTRUCTION: Please put a “9” for your answer. 
 
a) The cleanliness of the living environment i.e. hostel room and hostel common 
area? 
(          ) very good 
(          ) good 
(          ) satisfied 
(          ) not satisfied 
(          ) poor 
 
b) The maintenance of the hostel common area e.g. common area lighting, 
corridor? 
(          ) very good 
(          ) good 
(          ) satisfied 
(          ) not satisfied 
(          ) poor 
 
c) The recreation facilities provided by the apartment? 
(          ) very good 
(          ) good 
(          ) satisfied 
(          ) not satisfied 
(          ) poor 
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d) The lifts function of the apartment? 
(          ) very good 
(          ) good 
(          ) satisfied 
(          ) not satisfied 
(          ) poor 
 
How often the lifts not functioning?_        ______________ 
How long do you need to wait for the lift?________________ 
 
e) The security control of the apartment? 
(          ) very good 
(          ) good 
(          ) satisfied 
(          ) not satisfied 
(          ) poor 
 
f) Is your hostel warden doing a good job on hostel security? 
(          ) very good 
(          ) good 
(          ) satisfied 
(          ) not satisfied 
(          ) poor 
 
g) The comfort of the furniture and fitting provided in the hostel room 
(          ) very good 
(          ) good 
(          ) satisfied 
(          ) not satisfied 
(          ) poor 
 
h) Other add on facilities (if any) that provided by the hostel management such 
as canteen, wartel, laundry services etc 
 
(          ) very good 
(          ) good 
(          ) satisfied 
(          ) not satisfied 
(          ) poor 
 
i) Other comment and opinion about your current hostel which you want to 
include? 
_                  
 
